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On behalf of the Ursuline Senior Services’ Board,
staff and other volunteers, | am honored to present
this Annual Report for Fiscal Year 2009-2010. The
past year was another challenging one in our 29 year
history; in the face of continued economic hardships
across America—hardships particularly affecting
senior citizens—Ursuline managed to provide much
needed help to a record number of our elderly
neighbors and friends.

More importantly, we provided these services with
a priority placed on helping all older adults who
found themselves in our care to age with dignity.

This commitment becomes even more important
today, when we hear reports throughout the
country that elder abuse is far more common
than previously known. For many Americans, the
Golden Years are imagined as a pleasant and
satisfying time, when hardworking individuals
enjoy later life secure in the knowledge that basic
needs are met and their rights are respected.
Unfortunately for many, reality is much harsher.
Yet far too many cases go unnoticed or unreported.
They suffer in silence, left to wonder, “Is anybody
there ... does anybody care?”

In our community, the answer is a resounding YES!
While we at Ursuline know we cannot help everyone
in need, we remain dedicated to helping those who
come to us with whatever resource we can muster.

Of course we realize the work of Ursuline is truly a
team effort, built on the efforts of staff, volunteers,
supporters and other agencies. Our staff, simply
put, is composed of the most professional,
compassionate and dedicated individuals | have
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ever known and have had the privilege to work with
side by side. For them, performing the extraordinary
is ordinary. Their commitment and passion know no
boundaries. I’ve often thought that in the Ursuline
offices the phrase “going the extra mile” doesn’t
exist because there simply is no extra mile. The
staff members simply do what needs to be done,
regardless of the number of necessary meetings,
phone calls or visits or even the mountain of
documentation that must be completed and
submitted just to ensure that some elderly
individual in our community is treated with the
dignity he or she deserves.

Every step of the way, our Board continues to
provide critical support and leadership. This
incredible group of men and women selflessly give
of their time, talent and treasure to help ensure
that the needs of our clients are met. Their only
compensation is the satisfaction of knowing they
have made a big difference in the lives of those we
serve. | would like in particular to recognize the
leadership provided over the past four years by
outgoing Board Chair Frank Amoruso and to state
how much I look forward to working with incoming
Chair Doug King.

Our Board members aren’t our only volunteers,
either. Every month, caring individuals give freely of
their time to help us provide a personal touch to our
work. Along with staff, our volunteers give a human
face to the services we provide—perhaps the most
important aspect of what we do.

| hope you will take the time to review this Annual
Report, which will give you some idea of the range
and scope of the work we do on behalf of the
elderly of our community. | hope that as you read
through these pages you will remember that
behind each report and every statistic is the story
of an individual to whom we committed ourselves
to help age with dignity.

Sincerely,

72ny 7T wro

Anthony J. Turo, MPA
Executive Director
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Community-Based Options

The past fiscal year brought many changes to the
Community-Based Options program, a time which
saw Ursuline complete Quality Improvement plans
for the Information and Referral (I&R) and Care
Management (CM) programs for 2009 while
launching new plans for 2010.

Included in the 2009 plans were:

e Completion of staff customer service training
to ensure the delivery of a high quality of
responsive customer service;

e Quality assurance surveys, measuring
consumer satisfaction and the impact Ursuline
services have made on individual lives;

e Development of an I&R training program and
desk manual for back-up staff to reference.

The start of a new year also ushered in new Quality
Improvement plans for both programs. The 2010
plans for the programs are currently underway.
They include:

e Increasing connections in the community for
the I&R program. This involved the creation
and implementation of Benefits Clinics and
memory screening events, administered with
the help of Ursuline’s care management staff,
provided at sites in the community;

e Development of a Consumer Handbook in the
CM program to serve as a comprehensive guide
to recipients of Ursuline service and to increase
their understanding of the system and services
related to aging.

Other significant program activities that occurred
during the fiscal year included:
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* Implementation of a more intensive internal
review process in the Family Caregiver Support
Program, which resulted in positive audit
results from the Area Agency on Aging (AAA)
in the spring.

e (Creation and implementation of SAMS
(Social Assistance Management System)
mini-trainings to provide much needed training
support to staff on a variety of subject areas;

e Expansion of the Cart to Heart volunteer
shopping service coverage area to provide
service to seniors in need throughout
Allegheny County;

e Development of a draft Emergency Response
Plan for the agency in conjunction with the
AAA network-wide plan for the community;

* Statewide consolidation of care management
services for recipients of Act 150 Waiver
services. This resulted in the transfer of these
cases from Ursuline to another agency, along
with a corresponding decrease in funding and
staffing from the AAA.

Service Coordination

The goal of Ursuline’s Service Coordination
program remains to improve the quality of life

for Housing Authority of the City of Pittsburgh
residents. The program ended this fiscal year
providing supports to nearly 800 seniors and
individuals with disabilities in 11 high rise facilities.
By connecting residents with services and benefits,
USS service coordinators gave a voice to a
population often unheard by a system not always
sensitive to their conditions and needs.

Earning trust and navigating with compassion,
Ursuline’s service coordinators assisted residents
with their most delicate issues, challenges and
needs: inability to read mail and complete
important documents; bill paying; assisting with
household and personal care issues; the acquisition
of assistive devices and adaptive equipment;
relocation; advocacy; obtaining food, furniture and
clothing; understanding doctors and medications;
coming to terms with and the management of the

Program Reports cont. on page 4 J
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onset of mental health issues and other
debilitating conditions; and companionship.

In addition to service provision, the Service
Coordination program was able to present
holiday gifts to residents through a generous
response from Ursuline staff to the agency’s
annual Angel Tree project. Additionally, 22
residents and their guests were chosen to
attend the Pittsburgh Symphony Orchestra
Community Partnership’s Gloria Gaynor
concert. After completing a Relocation
Support for Seniors grant, Ursuline staff
presented the project’s experiences and find-
ings at the National Council on Aging “Aging
in America” conference and was invited by
the Housing Authority of the City of Pitts-
burgh to present on available resources for
residents at its annual leadership conference.

Protective Services

Ursuline Protective Services’ goal is to
reduce the risk to seniors and to assist in

Enhancing Dignity
the Guardianship Program \
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improving the quality of their lives. The “PSP Team”
is a strong force in the community that advocates
for the most vulnerable older adults.

The staff of the Protective Services program
investigates allegations of abuse and neglect using
an array of resources and develops a care plan to
correct the situation in a way that protects the
dignity of the individual. The program received 518
Reports of Need during 2009-2010, an increase of
17 reports from the previous year. These reports
include allegations of self-neglect, caregiver
neglect, abandonment, physical or emotional
abuse, as well as financial exploitation.

Eleven seniors required emergency placementin a
nursing home, personal care home or alternative
housing. These seniors often have been victims of
financial exploitation or self-neglect. Among the
reasons for their lack of adequate housing are
home foreclosures, inability to care for themselves,
or lack of utilities. Protective Services staff also
provides medications, clothing and food to
displaced seniors.

\

On April 7, 2010, the Protective Services staff
attended an annual training provided by the
Institute of Protective Services at Temple
University. The training focused on three areas:
Investigating Self-Neglect, Identifying Malnutrition
and Hoarding.

Guardianship

The Guardianship program undertook an
aggressive effort toward increasing awareness,
staff certification, client forecasting, financial
stability and celebrating 25 years of service. Of
special note was the launch of a multi-year process
to market the program to the Area Agencies on
Aging in surrounding counties.

Following a presentation to Erie County attorney
and social service personnel in 2009, Ursuline was
appointed the legal guardian for its first ward living
in Erie County. Additionally, at the request of
Allegheny County Protective Services, Program
Director Ann Mason gave a PowerPoint
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Enhancing Dignity ...
Ursuline’s volunteer programs continue
the dignity of those served; meanwhile,
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Annual Financial Report*
July 1, 2009 - June 30, 2010

INCOME EXPENSES

Care Management $2,237,045 Care Management $2,237,045
Public Guardianship 611,159 Public Guardianship 611,204
MA Public 94,691 Private Guardianship 286,693
Private Guardianship 272,433 Cambria County 23,490
Cambria County 22,650 Protective Services 309,697
Protective Services 309,697 SLEP 114,969
SLEP 117,161 Pittsburgh Foundation 30,482
Pittsburgh Foundation 17,114 AARP Money Management 58,561
AARP Money Management 56,500 I&R 32,495
I&R 32,495 Flu Shot 32,176
Flu Shot 32,959 On-Call 25,859
On-Call 26,470 Administration 338,700
Administration 347,471 Marian Plaza 15,221
Marian Plaza 15,000

TOTAL $4,192,845 TOTAL $4,116,592

* audited figures

Annual Program Report
July 1, 2009 - June 30, 2010

Core Programs

Care Management ....ccueieeeiiiiiniiieenireete et aaeeas 2,859 Consumers
QT T= T e 1= a1 1] o 461 Wards
Public Guardianship (Includes Court SUPPOIt) .......ccceururueeuruecrirusucnnnnes 299 Wards
Private Guardianship/Kane (Includes Kane & Trust Services).................. 130 Wards
Cambria Care CONTEI couiieierieeeeeteeee et eete sttt s e s e sbaessnecsneennee 32 Wards
Protective SErVICES ittt 518 Reports of Need
Service COOrdiNAtION .. .ueeiiieerirreeeiieeiteeeeeeerireeeeiaeesaeeeeeeessaseeeeassssasssesesssssssasessssssnsesssnnns 770 Residents Served
VOIUNEEEr PrOZramS...ccuicueiiiiiciiitiniiciciiie ettt e sae e esssasess s ssesseanens 120 Consumers
AARP—Money Management Program ......c.cceceeeeenieeniesiieneeseennesnnennenne 32 Clients
Senior Reassurance Program ......ceeeeeecienienenenesinneenseiestsssesseesessesnenees 18 Clients
NY<] pllel gl @elq ploT=Talle] ol o o] =4 =1 o DO SO 45 Consumers
Volunteer ShOPPINE SEIVICE .c.uciiirieiiiiiciiiiciccicicciesecisae s 25 Consumers (117 Trips)
In-Home Flu ShOt Program ...ttt 317 Consumers

Total Unduplicated Persons Served 5,051 Consumers

Other Services

AFter HOUIS ON-Call..ueeeeeeieiiciieeeeecctteeeeectre e s sccceete e e e s s ssnee e s e e s ssasaeesssssnsaasesssssssaasassnns 741 Calls
INfOrmMation & RETEITaAl... ittt sare e e e s s saea e e s s e sanaae e s 745 Requests
VOIUNTEELS ..eeeereieiiecieeeeeeceritee e e cerree e e e e seaaae e e e s s ssaeeeesssssssaesesssssaassesssssaassssssssssessssssssseens 70 Volunteers

Money Management Program.......... 13

Senior Reassurance .....c..ceeeeervueennnee. 10

Senior COmMpanion......cceceveeeeeernneenne 13

Volunteer Shopping Service.............. 14

Board of Directors .......ceceeveeeuvennennne. 20
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Ursuline Senior Services

BOARD OF DIRECTORS 2010/2012

OFFICERS

Douglas S. King, Chair
Senior Manager
Gleason & Associates, P.C.

Robert T. O’Connor, Vice Chair
Vice President, General Manager
HealthAmerica/Health Assurance

Mike M. Lee, Treasurer
Strategy & Operations/Finance
Deloitte Consulting LLP

Catherine J. Rossey, Secretary
Business Banking Sales Manager
PNC Bank

DIRECTORS

Frank J. Amoruso
President & CEO, HyperActive Technologies
Board Chair & Founder, TowerCare Technologies

Virginia Calega, MD
VP, Medical Management and Policy
Highmark, Inc.

Jolie A. Carnahan-Girondi
Senior Tax Manager
Horovitz Rudoy & Roteman

Nicholas G. Castle
Professor, Dept. of Health Policy & Mgmt.
University of Pittsburgh

Vincenza Fiore
President Owner
Ginny Fiore Consultants, Inc.

William E. Graham
Employee Benefits Mgr, Dept of HR
Allegheny County

David J. Miller, Esq.
Attorney/Associate
Dingess, Foster, Luciana, Davidson & Chleboski LLP

Linh Quach
Human Resource Manager
Edgar Snyder & Associates, LLC

Beverly Portis

Professional Development
Trainer/Consultant

Development Designs International

Diane S. Richard
Public Information Officer
Pittsburgh Bureau of Police

Julia M. Tedjeske, Esq.
Associate, Trial Group
Duanne Morris LLP

DIRECTORS EMERITI

Barbara K. Shore, Ph.D.
Retired
University of Pittsburgh School of Social Work

Guy Tumolo

Deputy Director, Controller’s Office
Allegheny County
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